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Q. 
A. 

PLEASE STATE YOUR NAME AND BUSlNESS ADDRESS. 

My name is Aleen Bayard, and my business address is, 856 Appletree, Deerfield, Illinois 

60015. 

Q. 
A. 

WHAT ARE YOUR OCCUPATION AND QUALIFICATIONS? 

I have been working as a professional in the marketing and communications’ industry for 

18 years in various capacities as a consultant. Currently, I am the principal of 

MarketZing, a strategic marketing consulting practice working with clients on program 

development related to large scale marketing initiatives including direct mail, advertising, 

public relations and client relations. 

I am also a Vice President/Group Manager in the Corporate Group of Ketchum, a public 

relations firm. In this capacity, I am the senior account leader for corporate clients and 

manage national Public Relations programs. 

Prior to joining Ketchum, I held several senior positions including Deputy Director of 

Public Relations for A.T. Kearney, a global management consulting firm and Senior Vice 

President and Director of Professional Services at Margie Korshak Inc. I counseled 

clients on a diverse range of marketing initiatives, including client surveys, 

questionnaires and other general research instruments. 

I have also served as an elected official in Park Ridge as an Alderman, Transportation 

Commissioner and Chairman of the city’s Intergovernmental Coordinating Advisory 

Committee. In this capacity, I have been involved in resident/voter communication, 

resident surveys and other related material used to take the pulse of the electorate. 

I have a bachelor’s degree from Stanford University in Communication and Political 

Science and a Masters Degree in Journalism from Columbia University. 

Q. ON WHOSE BEHALF ARE YOU TESTIFYING? 

A. I am testifying on behalf of the Citizens Utility Board. 
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WHAT IS THE PURPOSE OF YOUR TESTIMONY? 

I have been asked to review Ameritech’s direct marketing materials and customer 

solicitations, proprietary research results, Telesurveys Inc. and focus group footage, as 

well as training manuals and telephone scripts, in connection with Ameritech’s 

Simplifive and CallPack rates. I reviewed the materials seeking to understand: 

A. What is the best rate structure for an Ameritech customer? 

B. Was that information clearly conveyed to customers by Ameritech employees 

and/or Ameritech promotional materials? 

C. Could consumers have impressions or have made decisions that were contrary to 

the customer getting “the best price” or “savings” given the language and wording 

used in the promotional materials to inform and/or solicit customers? 

D. Did Ameritech use marketing and advertising strategies that could have resulted 

in consumers being confused or misled about what Simplifive and CallPack 

deliver? 

HAVE YOU REVIEWED AMERITECH’S SIMPLIFIVE RATES, CALLPACK RATES 

AND OTHER TARIFFED RATES? 

Yes. I reviewed the Simplitive Rate, the CallPack Rates and what I will call “basic” rates. 

The basic rates are the rates paid by consumers who do not specifically subscribe to an 

Optional Calling Plan (OCP) like Simpliflve or CallPack. 

CAN YOU DESCRIBE YOUR UNDERSTANDING OF THE BASIC RATES? 

Yes. There are three paramount factors contributing to the calculation of the cost of a 

phone call under basic rates: time of day, duration of the call and the distance between the 

outbound phone and the number called [Band A, B or C]. The following two charts show 

the basic rates for MSA 1 and Ameritech areas outside MSA 1. 
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1’ Residential Customers Inside MSA 1 

2 

3 

8 

9 

10 

11 

12 

p& 

Shoulder Peak 

Off-Peak 

Band A 

5 $ / call 

4.5 6 / call 

3 d / call 

Band B Band C 
S~/call+l.5~/ lO$/call+lO~/ 
each subsequent each subsequent 
minute minute 
4.5 # I call + 1.35 # I 
each subsequent Same as above 
minute 
3 $ /call f 0.9 $ f 
each subsequent Same as above 
minute 

&r& 

Shoulder Peak 

Off-Peak 

Residential Customers Outside MSA 1 

Band A Band B Band C 
5 $ I call + 1.7 # I lO~/call+lOd/ 

5.6 # / call each subsequent each subsequent 
mimtte minute 

4.5 # /call + 1.53 $ / 
5.0$ /call each subsequent 

minute 
Same as above 

3 $ / call + 1.02 $ / 
3 # I call each subsequent Same as above 

minute 

These rates also contain usage discounts, which start at 15% for usage above $2.60 and 

increase to 33% for usage above $26.00 in MSA, and 32.20% for usage above 26.00 for 

areas outside MSA 1. 

Q. 

A. 

WHAT IS THE SIMPLIFIVE RATE? 

The Simplitive rate charges the consumer 5 cents for all calls in Band A, and 5 cents per 

call plus 5 cents per minute for calls in Bands B and C. The volume discount is 15% for 

usage above $15.00 and 30% for usage above $30.00. 

4 



1’ Q. 

2 A. 

3 

4 

5 

6 

7 

8 

9 

10 

11 Q. 

12 

13 A. 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

WHAT ARE THE CALLPACK RATE PLANS? 

Originally Ameritech offered four CallPack rate plans, which included a fixed call 

allowance and a fixed monthly rate, no distance or band restrictions, no per minute 

charges and no time of day restrictions. If the consumer made more calls than allowed, 

they were charged on a per call basis as follows: 

CallPack Plan Call Allowance 

100 100 

250 250 

400 400 

800 800 

Monthly Rate 

$10.00 

$20.00 

$30.00 

$60.00 

Rate/Call Over 

Allowance 

$0.10 

$0.09 

$0.08 

$0.08 

Ameritech stopped offering CallPack 250,400 and 800 as of July 3, 1998. Consumers on 

those plans were “grand fathered” or allowed to continue them. 

DO YOU HAVE ANY COMMENT ON THE DIFFERENCES AMONG THESE 

RATES? 

Ameritech’s Simplitive and CallPack rates provide customers with choices based on 

distance-of-call patterns, duration-of-call patterns; and time of day. The factor with the 

greatest impact for calls to Bands A and B under basic rates --- time of day --- is not 

integrated into either plan. 

These fundamental rate elements are critical as the context for determining whether or not 

Ameritech’s Simplifive and CallPack campaigns were misleading. If the ultimate 

consumer had only one of the two plans to choose from, then the material should be 

evaluated based on that understanding. However, if there is an undisclosed or 

misunderstood third option, which responds to customers’ needs, that fact must be 

considered when judging the material. 
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Q. 

A. 

Q. 

A. 

Q. 

A. 

HAVE YOU BEEN ABLE TO DRAW ANY CONCLUSIONS FROM YOUR REVIEW 

OF AMERITECH’S BASIC RATES, SIMPLIFIVE RATE AND CALLPACK PLAN 

RATES? 

Yes. I have concluded that in many cases, the basic rate structure for Ameritech 

residential customers is often the best “deal” for customers seeking lowest prices. This is 

because the price per call or per minute is lower than the Simplifive rate or CallPack rate 

at all times other than peak for calls to bands A and B. Even at peak, the per minute 

charge for band B calls is significantly lower than the corresponding Simplifive rate. It 

appears that only customers who make a significant number of calls of long duration to 

band C, and a smaller number of band A and B calls, would benefit from Simplifive, and 

only those who make a significant number of calls of long duration to band C and B and a 

smaller number of band A calls would benefit from CallPack. 

WERE AMERITECH’S MARKETING AND ADVERTISING MATERIALS 

DESIGNED TO REFLECT THAT BASIC RATES COULD RESULT IN THE 

LOWEST CHARGES TO THE CONSUMER? 

No. Ameritech’s marketing and advertising materials and practices are designed to lead 

consumers to believe that they would save money under these plans as compared to their 

existing rates. 

DID YOU REVIEW ANY MARKET RESEARCH DONE BY AMERITECH OR ITS 

AGENTS? 

Yes. I reviewed the marketing research materials produced by Ameritech in response to 

data requests. The Telesurvey material, attached as Schedule A (Proprietary) as well as 

the consumer feedback shared in the focus group tapes 
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Q. 

A. 

DID THE TELESURVEY RESEARCH REPORT ON CONSUMERS’ VIEW OF THE 

COST OF THE SIMPLIFIVE RATE? 

The Telesurvey asked the question: “Plan One is a local and local toll calling plan that 

provides simple, uncomplicated pricing. With Plan One, all local calls would cost $.05 

cents per call, and all toll calls would cost $.05 cents per minute. The plan would also 

provide automatic volume discounts if your charges go over a set amount. Not only is 

this less complicated, but you would always know what you are being charged. How 

much do you think the plan would cost compared to what you pay now? The Telesurvey 

found that of the customers that responded, their costs if they 
I 

switch to the new plan. See Telesurvey questions included in Schedule A. 

24 

25 Q. WERE CONSUMERS GIVEN ANY ADDITIONAL INFORMATION ON WHICH TO 

26 BASE THEIR CONCLUSION THAT THEIR COSTS WOULD BE VIRTUALLY 

27 EQUAL? 

28 A. Not that I can ascertain from the Telesurvey materials supplied by Ameritech. 
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DO AMERITECH’S MARKETING MATERIALS INDICATE WHETHER 

AMERITECH BELIEVED THAT THE COST TO THE CONSUMER WOULD BE 

THE SAME UNDER SIMPLIFIVE AND UNDER BASIC RATES? 

Ameritech’s “Simplitive Campaign II Market Plan” indicates that changing to Simplifive 

would be 

I 

DO AMERITECH’S MARKETING MATERIALS REVEAL WHETHER 

AMERITECH KNEW THAT CONSUMERS 
I 

DID YOU REVIEW THE MATERIALS AMERITECH USED TO SOLICIT 

CONSUMERS TO SUBSCRIBE TO SIMPLIFIVE OR CALLPACK? 

Yes. In response to CUB data requests 11A & B and 12B, Ameritech provided 15 

exhibits representing the bill inserts and letters of solicitation for Simplitive and 

CallPack. I have attached them, as Schedule B. Schedule C is a copy of additional letters 

received by CUB from consumers concerning CallPack. 
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14 

15 Exhibit 2 headlines: “A Change for the better” with the graphic of a coin. The implicit 

16 message is the new plan is a cheaper plan; 

17 Exhibit 3 includes the claim, “Based on the number of calls you make, this could be a 

18 great value for you” and “We’ll help you get more for your money.” While the CallPack 

19 plan might result in savings for customers who make a lot of timed calls of long duration, 

20 Consumers were not given this important information. A more accurate and better choice 

21 for consumers to “get more for your money” might be that consumers change their calling 

22 patterns and concentrate calls during off-peak hours. However, the materials do not 

23 mention this option. This letter could easily mislead consumers to believe that CallPack 

24 would save them money regardless of their calling patterns; 

25 Exhibit 6 references customer feedback by stating, “Many Illinois customers have asked 

26 for easy-to-understand local and local toll rates.” That’s true. However an even more 

27 accurate depiction of consumer concern would have stated, “Many Illinois customers are 

28 confused and angry by high telephone rates. In response, we’d like to let you know that if 

29 you are truly concerned about reducing your phone bill, you might consider changing 

HOW DO YOU BELIEVE CONSUMERS RESPOND TO THESE ITEMS? 

In reviewing the exhibits in Schedules B and C, I believe it is reasonable to expect 

customers would have equated simple pricing with lowest pricing. Similarly, customers 

could have equated savings with lower or lowest pricing. Ameritech clearly is promoting 

these two OCPs as a response to, and solution for, high phone bills when they are merely 

a solution for simple billing and possibly may result in lower charges. 

WHAT IMPRBSSION DO YOU BELIEVE THE ADVERTISING AND MARKETING 

MATERIALS HAD ON CONSUMERS? 

Exhibit 1 states: “Simplify your calling and save money.” Consumers would understand 

this to mean that they could have lower total bills if they signed up for this plan. That 

claim cannot accurately be made unilaterally if Arneritech already knows that some 

customers will experience if they switch to 
I 

Simplifive; 
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1’ your calling pattern to what we call ‘off-peak’ hours and catch up with friends and family 

2 in the evening or on weekends.” 
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DO YOU BELIEVE THAT THESE ADVERTISING MATERIALS ARE FALSE? 

Ameritech’s advertising material is not entirely false. It is “true” that research results point 

to a need for simple bills and plans that allow customers to better manage their phone 

usage. However, neither Simplitive nor CallPack nor any of the sales literature or phone 

training gives consumers the information they need to address the proverbial bottom line. 

In many cases, the “best” plan for a customer is to be informed about time of day as the 

most critical factor affecting their telephone expenses. Ameritech is guilty of omitting 

key facts by failing to educate consumers about basic rates. This omission is even more 

disturbing 

focus groups, 

-- key pieces of feedback received from customers in the 

DID AMERITECH TRAIN ITS SERVICE REPRESENTATIVES TO OFFER 

SIMPLIFIVE OR CALLPACK PLANS? 

Ameritech provided a number of sample telephone scripts, which seemed to suggest an 

“automatic” trigger for the representative to encourage a customer to switch rates. In 

addition, there was one handout that was seemingly part of the training manuals titled: 

“Simplifive Handout”. 
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Q. 

A. 

Q. 

A. 

Q. 
A. 

DOES IT APPEAR THAT CUSTOMER SERVICE REPRESENTATIVES WERE 

ENCOURAGED TO ADVISE CONSUMERS TO SUBSCRIBE TO SIMPLIFIVE OR 

CALLPACK TO REDUCE THEIR BILLS? 

It appears that in some cases customer service representatives offered advice to callers as 

to the potential savings involved in switching plans, If it was a close call, the 

representative would suggest that simple pricing under Simplifive or CallPack may be a 

better option, even if the monthly bills were higher. 

there is 

no material suggesting that a representative had any script to initiate that type of 

conversation or inform them how to minimize their bill under basic rates. See Schedule 

D. 

Both in its written solicitation and through customer service prompts, Ameritech failed to 

provide its customers with a very important option: subscribe to our basic rates, but 

change your calling pattern to get the absolutely best phone rates available. 

CAN YOU SUMMARIZE YOUR CONCLUSIONS ABOUT THE MARKETING OF 

THE SIMPLIFIVE AND CALLPACK RATES? 

In summary, Ameritech preyed on the sheer ignorance of the population, which considers 

the phone company to be a (quoted from focus group 

participants) 

. By neglecting to clearly differentiate how a customer can save the most money, 

Ameritech is certainly misleading the public to believe that these are the only plans that 

would save them money when there are other choices they have to control their telephone 

expense. This constitutes a real breach of consumer good will and an exploitation ofthe 

confusion in the marketplace. 

DOES THIS CONCLUDE YOUR TESTIMONY? 

Yes. 
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1‘ Residential Customers Inside MSA 1 

w 

Shoulder Peak 

Off-Peak 

Band A 

5 $ I call 

4.5 $ / call 

3 # I call 

Band B Band C 
5$/cali1.5$/ lO$/call+lO~/ 
each subsequent each subsequent 
minute minute 
4.5 $ I call + 1.35 $ I 
each subsequent Same as above 
minute 
3 6 /call + 0.9 $ / 
each subsequent Same as above 
minute 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

Peak 

Shoulder Peak 

Off-Peak 

Residential Customers Outside MSA 1 

Band A m Band C 
5#/ca11+1.7#/ lO$/call+lO$/ 

5.6 $ I call each subsequent each subsequent 
minute minute 

4.5 $ I call + 1.53 $ I 
5.06 / call each subsequent Same as above 

minute 
3$/ca11+1.02$/ 

3 $ I call each subsequent Same as above 
minute 

These rates also contain usage discounts, which start at 15% for usage above $2.60 and 

increase to 33% for usage above $26.00 in MSA, and 32.20% for usage above 26.00 for 

areas outside MSA 1. 

Q. 

A. 

WHAT IS THE SIMPLIFIVE RATE? 

The Simplifive rate charges the consumer 5 cents for all calls in Band A, and 5 cents per 

call plus 5 cents per minute for calls in Bands B and C. The volume discount is 15% for 

usage above $15.00 and 30% for usage above $30.00. 
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WHAT ARE THE CALLPACK RATE PLANS? 

Originally Ameritech offered four CallPack rate plans, which included a fixed call 

allowance and a fixed monthly rate, no distance or band restrictions, no per minute 

charges and no time of day restrictions. If the consumer made more calls than allowed, 

they were charged on a per call basis as follows: 

CallPack Plan Call Allowance 

100 100 

250 250 

400 400 

800 800 

Monthly Rate 

$10.00 

$20.00 

$30.00 

$60.00 

Rate/Call Over 

Allowance 

$0.10 

$0.09 

$0.08 

$0.08 

Ameritech stopped offering CallPack 250,400 and 800 as of July 3, 1998. Consumers on 

those plans were “grand fathered” or allowed to continue them. 

DO YOU HAVE ANY COMMENT ON THE DIFFERENCES AMONG THESE 

RATES? 

Ameritech’s Simplifive and CallPack rates provide customers with choices based on 

distance-of-call patterns, duration-of-call patterns; and time of day. The factor with the 

greatest impact for calls to Bands A and B under basic rates --- time of day --- is not 

integrated into either plan. 

These fundamental rate elements are critical as the context for determining whether or not 

Ameritech’s Simplifive and CallPack campaigns were misleading. If the ultimate 

consumer had only one of the two plans to choose from, then the material should be 

evaluated based on that understanding. However, if there is an undisclosed or 

misunderstood third option, which responds to customers’ needs, that fact must be 

considered when judging the material. 
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Ameritech SimpiiFive’” Plan 
With the Ameritech SimpliFive plan, you get simple 5 c pricing for all 
or yvul’ loc::rl c::llls. 

l Local calls close to home are just 5F each 
* Local calls farther away are just 50 per minute 
l No monthly fees, restrictions, or minimums 

Plus, you can receive auMnatic volume discounts. 
l 15’X for total local calling charges over $15.00 
l ;10% for total local calling charges over $30.00 

Callpack 3 00 
Pay by the call, not by the minute. With CallPack 100, you can make 
100 calls per month for only $10.00 per month. That’s just 1OC per 
call.” Plus, calls over I.hc Cdlhck limit. are still just IOP per call. 

So I.alk ns IIHI~: xi you w:rnl., whcnc:vcr yr,u wanl, - 7 days a week, 24 hours 
a c!ay - li)r just 100 per call. 

Call l-800-834-1 866 to order your Ameritech Answer”” callii~g plan - 
and receive easy, predictable, and affordable local toll calling. 

An Ameritech representative will be happy to help you choose which plan 
is best for you. 
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AWEiiTECH 
PO e:Clx I557 
wxEvIEw 11 6C559902 



It's simple. Local calls close to home are 5’9 call. 
Local toll calls are 5’a minute. 

Simple SC pricing, 

2‘1 hours a day, 7 days (I week. 

NO monthly fee, so you 

only pay for the tolls you make. 

you call. See? It’s that simple. 

Call Ameritech at.l-888-455-5560 
to sign up for the Plrneritech SimpliFke plan 
and enjoy 5’ pricing. 
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If 

AMER~TECH CALLPACKS: I-383-222-PACK. (li,,,.FW. ,-wt~~t2.722~) 



II I II 
Amerikh 
PO Box 260 
Summil IL 60501-0260 
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March 7.2CKE 

CUSTOMER ALERT 

Recently, we were notified that your local toll phone service had been snirched from 
Ameritech to amxber company. Since we know many customers have been switched 
without their permission. we want to be swe you know how to reach us if this was not 
approved by you 

If you did not authorize a change to your local toll service, please call 
1-800.261-9810 or, if you prefer, simply complete the. form belox and return 
it in the enclosed envelope. We will then immediately return you to Ameritech, 
at no cost. 

We’re eager to proside your local toll service - and we look forward to speaking with 
you soon. 

Sean Biagini 
Manager. Customer Service 

P.S. Cati l-800-261-9810 or mail the reply foml today and come back for free. 

In a wrld ol technoloe): 
pcoplr m&s the difference: 
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17 0 
Banks. IL 60103.7932 

Dear 

At Amerirech, we ralue’you as a c”$tonwr and can offer you the wings you’re looldng for. 

YOU asked and we delivered. aIany Dlinoij customerr have asked for easy-to-understand local and local 
roll rates. So, we’ve intioduced the Amerirech SimpWive’ plan. a calling plan that gives you simple 
pricing for alI your local and local toll calls. 

The benefits of the Ameritech SimoUFive elan are clear. 

I/ Only 50 a call for calls close to home (witi approximately 8 rnlles) 
J Only 3 a mimxe for all your other lwzl and local toI! calls 
/Automatic 15% discount when you spend $15 per month on local and local toll calling 
d Automatic 30% discount when you spend $30 per month on local and local toU calling 
4 Call any time of the day, any day of the week 

Best of all, there’s no monthly Pee for the the Ameritech SimpliFlve plan. So, you pay only for the calls 
you make. No gimmicks, jut low rates. 

-1800 ‘t . . -261-978~ 

Yes. we’ll even switch you back to Ameritech for free. Call us at l-800-261-9782. Or, simply complete 
the form below and return it in the enclosed envelope. Start sating today. 

Sincerely, 

Jennifer Zerbe 
!danager, Customer Service 

P.S. Switch back for free and staff sa\iq now. Call l-800-261-9782 or mail the form below today 
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February 5. ?C0l 

Blue Island. IL 6&K%-26 17 

Dear Helen Spaniel. 

Many customers \wnt affordable local toll nres. Are you paying more than 5P a minute for local roll calls 
you make? And, if you’re on a calling plan are you getting charged each month just for having 
that calling plan? 

A im wa. sale 

You asked and we delivered. hlany Ulinois cwtomem have asked for easy-to-understand local and local 
toll raws. So, we’ve introduced the Ameritech SimpliFiveM plan, a calling plan that gives you simple 
pricing for all you local and local toll calls. 

The benefits of the Ameritech SlmoliFive olsll are clear. 

ti Only St a call for calls close to home (within approximately 6 miles) 
r/ Only St a minute for aU your other local and local toll calls 

H Automatic 15% discount when you spend $15 per month on local and local roll calling 
ti Automatic 30% discount ahen you spend $30 per month on local and local toll calling 
d Cdl my time of the day, any day of the week 

Best of all, there’s no monthly fee for the Ameiitech SimpUFive plan So, you pay only for the calls you 
make. No @mmicks.Just lax- rates. 

Switch back for free bv calIitw! 1.600-261-9706, 

Yes. we’ll even snitch you back to Ameritech for free. Call us at l-800-261-9706. Or, simply complete 
the foml below and return it in the enclosed envelope. Start saving today. 
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, ..-. .. / / 

Orland Park. Ii. 604674C4 
37 I 

\Ve have great news for everyone in Illinois We’ve cried to contact you before to tell you about ir 
sow w’re widng to you to tell you about a pa sadngs oppomudty. 

\>iou asked and w delivered. Many Utinois cusiomen have asked for easy-tc-understand local and local 
toll races. So, we’ve innoduced the Ameritech SiipliFive’ plan, a calling plan that gives you simple 
pricing for aU you local and local toll calls. 

Th bene f e 

4 Only 6~ a call for calls close to home (within a~proximat& 8 miles) 
d Only 60 a minute for all your zher local and locd toll calls 
d Automatic 16% d&count when you spend $15 per month on local and local tall calling 
/ Automatic 30% discount when yoou spend $30 per month on local and local toll calling 
d Call any rime of the day, any day of the week 

Best of all, there’s no monthly fee for the Amerirech SimpUFive plan. So. you pay only for the calls you 
make. No gilmicka, &hlst low rates. 

s p- k 

Ses. we’ll even switch you back to Ametitech for free. Call us at l-800-261-9782. Or, simply complete 
the form below and rerun it in the enclosed envelope. Start saving today. 

Jennifer Zerbe 
Manager, ClLstomer Service 

P.S. Switch back for free and start saving Noel CalI 1.800-261-9782 or mail the form below t@day. 
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Berwyn. IL 61X0?-1062 

Do you know how much you’re actually paqing ior your local toll calls’? Are you paying more than 5C 
a minute for your local toll calls? And. if you’re on a calling plan are you gening charged each month just 
for having that calling plan? 

* simole wav to save monev in Dhno i s 

You asked and %--e delivered. Many lllinois customers have asked for easy-tc-understand local and loa! 
toll rates. So, we’ve introduced the .tieritech SimpWive’ plan, a calling plan that gives you simple 
pricing for all your local and local toll calls 

Tltc benefits of the Amerltech SimoliFive ulan are clear. 

*/ Only 5t a call for c.G close M home (within approximately 8 miles) 
d Only 50 a ntiute for all your other local and local toU calls 
d Automatic 15% discount when you spend $15 per month on local and local toll calling 
*I Automatic 3G% discount when you spend $30 per month on local and local toll calling 
r/ Call any time of the day, any day of the week 

Best of all, there’s no monthly fee for the Ameritech SimpliFive plan. So, you pay only for the calls you 
make. No gimmicks, just low rates. 

Switch back for free bv eaUiw! l-800-261-9706, 

Yes, we’ll even switch you back to Ameritech for free. Call us at I-800-261-9706. Or, simply complete 
the form below and return it in the enclosed envelope. Start saving today. 
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Febtwy 5.20X 

17 0 
Bensenville. IL 6Olffi-2088 

Vie have great news for everyone in Illinois. ‘Wve tied :a contact you before to tell you about it 
Now w’re writing to you to tell you about a great saving opportunity. 

A sinmle wa” to gave monev in Ilh . ois . 

You asked and we delivered. Many Ulinois customerr hve asked for easy-to-understand local and local 
toll rates. So. we’ve introduced the .Ameritech SimpliFi~e”plan. acalllng plan that gives you simple 
pricing for all your local and local toll calls. 

The bznefitq of the Ameritech SimoliFive elan are Elear. 

/ Only 3 a ca.U for co& close to home i:MLhin approtia:ely 8 miles) 
d Only 56 a minute for all your other local and local toU calls 
ti Automatic 15% discount when you spend $15 per month on local and local toU calling 
ti Aut.omatic 30% discount when you spend $30 per month on local and local toll calling 
d Call any time of the da>,, any day of the reek 

Best of all, there’s no monthly fee for the Amedtech SlliFive plan. So, you pay only for the calls you 
make. No gimmicks, just low rates. 

Switch for free bv calLha 1-800-261-9782. 

Yes, we’ll even s!+itch you to Am&tech for free. Call u ar l-800-261-9782. Or, simply complete the 
form below and whxn it in the enclosed envelope. Stan cabining todw 

Sincerely, 

9 
u.f,Hn’~Zv$, 

Jennirer Zerbe 
hnager. Customer Senice 

P.S. Witch for free and start sar.ina now. Call I-809-2614783 or mail the form below to&>-. 
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Burbank. LL 64!459-1289 

Dear 

Do you !aow how much you’re actually pasing for your local roU calls? Are you paying more than 5~ 
a minute for your local toll calls? .And, if you’re on a calling plan are you getting charged each month just 
for haring that calling plan? 

You asked and we delivered. Many Illinois customers have asked for easy-to-understand local and local 
toll rates. So. we’ve introduced the Ameritech SimpWive” plan, a calling plan that gives yo” simple 
pricing for all you local and local toU cal!.s. 

‘The beo&ts of the Zmwitech Simo!.IF iv e elan BT e clear. 

r/ Only 50 a call for calls close to home (within approdmately 8 miles) 
/ Only 5P a minute for all your other local and local toll calls 
d Automatic 15% discount when you spend $1.5 per month on local and local toll calling 
/ Automatic 30% discount when you spend .Wl per month on local and local toll calling 
d Call any time of the day, any day of the week 

Best of all, there’s no monthly fee for the Ameritech SipliFive plan. So, you pay only for the calls you 
make. Eio @mmicks, Just low rates. 

Yes. we’ll eren switch you to Ameritech for free. Call us at l-800-261-9706. Or, simplg complete the 
fotm belou- and return it In the enclosed envelope. Start saving today. 

Sincere!y* 

9 
ucLkZu$, 

Jennifer Zerbe 
%mgrr. Cllstomer Service 

P.S. Switch for free and stat savirlg now, Call l-800-261-9706 or mail the foml below tod;iy 
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Bolingbrwk. IL #MC-5774 

A S’ e 

‘Ibu asked and RE delivered. ,Many JlJJnots customers have asked for easy-twmderstand local and local 
toll rates. So, w‘ve inboduced the Ameritech SiipWiveN plan a calling plan that gives you simple 
pricing for aJJ yaw local and local toll calls. 

d Only 50 a cdJ for calls close to home (wi-ithin qproxjmatrly 8 ties) 
/ Only be a minute for all your o&r local and loxal toll calls 
*’ Automatic 15% discount when you spend $15 per month on local and local toll calling 
I/ Automatic 30% discount when you spend $30 per month on local and local toll calling 
fl CaJJ any time of the day, any day of the week 

Best of au, there’s no monttdy fee for the Ameritech SimpliFive plan. So, you pay only for the calls you 
make. No gimmicks. jut low rates. 

s 0. titch or Ree bv callie 1 f -80 261.9782. 

Yes. we’ll even switch you to Ameritech for free. Call us at l-800-261-9782. Or. simply complete the 
form below and ~etum it in the enclosed envelope. Startsasiing today. 

P.S. Suitch for FIR and start saving now. Call l-800-261-9782 or mail the reply fom ‘below today. 
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Dear 

Do you how how much you’re actually paying for your local toll calls? Are you paying more than 5C 
a minute for your local toll calls? And. if you’re on a calling plan are you getting charged each month just 
for haGng that calling plan? 

have mane” in IlJinois, im 

You asked and we delivered. Many IUinois cuztomeIz have asked for easy-twmderstand local and local 
toll rates. So. we’ve introduced the Ameritech SimpWive m plan. a calling plan that gives you simple 
pricing for all yhur local and local toll calls. 

e bwefits o . f the AzxsxItech sum Wive alan we &a& 

J Only 3 a call for calls close to home (within apyrotiafely 8 miles) 
Y Only 5$ a minute for dl your other local and local toll calls 
b’.\utomatic 16% discount when you spend $13 per month on local and local toll calling 
ti Automatic 30% discount when you spend $30 per month on local and local toU calling 
d Call any time of the day, any day of the week 

Best of all, there’s no monthly fee for the Ameritech SiipliFive plan. So, you pay only for the calls you 
make. No gimnGck5, just low rates. 

Switch for free bv calline l-800.261-9706. 

Yes, we’ll even switch you to Ametitech for free. Call us at l-800-261-9706. Or, simply complete the 
form belou- and return it in the enclosed envelope. Start saing today. 

Siblcerely, 

9 
*ulc;~zu$o 

Jennifer Zerbe 
Manager, Customer Service 

P.S. Switch for free and start saving now. Call I-800-261-9706 or mail the reply form below today. 
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What makes 
more sense... 

Slxqle A. Snmple the minute 
123 Any street ol: paying 
Anytow”. us 123J5GS9 
I II II II I Ill II I II III II III1 I 

by the call? 

Dear Sample A. Sample: 
I can’t wait to tell you the good new nbaut CallPacks - Xmeritech’s uwve~ to easy. 
predictable. affordable local tall callir.p. The fact is. if you‘re cot using Ameritech’ CallPacks 
then you‘re not getting the best value for your money. \Vith our competitors. you could be 
paying a5 much as 15~ a minute for gour local toll calls. 
But now. you can change the way you manage your local toll calls - and enjoy 
substantial savings! With Ameritech CallPacks. you can talk d% lone as you like for 8s 
little as SC ,,rr call.* There we three CaN’acks to choose from... 

CallPack #Of Monthlv Calls Rate per Call Monthlp Rate* 
100 400 calls SC $30 
250 250 calls SC $20 
100 100 calls 10e $10 

CaUPacks make sense -with these terrific benefits: 
* Cal: anywhere in greater Chicagoland isre map below). 
* Talk as long as you iike on each call. 
. Call any day of the week. uny time of the day or night. 
* All for one great price. 

W&h CallPack is best for vou? Ameritech suggesti the XXX pack. 
We’ve analyzed your most recent phone bills. which show the XXXpack as the best option 
for you. This pack gives you all your Am&tech calls (up to Xxx calls per month) for one 
flat nwnthly fee of only $XX...so it’s easy and affordable. 

Call Toll-Free l-888-222-PACK to enroll. ov for a personal consultation. 
If you have any questions about which CallPack is best far you. call us and an Ameritech 
Service Representative will be happy to help you. Or con~plere the form below and return 
it in the envelope provided. That’s all there is to it. 
It makes perfect sense to call taday and begin enjoying simple. predictable local calling. 
We look forward to hearing from you soon. 
Sincerely. 

Edword J. Franczek 
Vice President. Consumer Services 

Shaded area represents 
Amerirech CallPack territory i YesI I , I want to enjoy simple and predictable local toll calling. 

m: Please enroll me in the Ameritech CallPack I’ve indicated below 

0 
cl 
0 

CallPack 400 -at a call 
(400 caWmonth, Wmonth) 

CallPack 250 -B a call 
(250 caWmonth, K?O/month) 

CallPack 100 -me R C~U 
(I00 c~dlsrmonth, tlO/month) 

1 -88%222-PACK (l-888-222-722.5). 

Sample A. Sample 
123 Any street 
Anytmrn. us 12345.6iS9 

000-000-0000-000 

.tiditional phone line: (-)- 



il .‘. 

. n 

Enjoy Oml!4~inute 
AND TALK AS LONG AS YOU LIKE. 

r \ 

\ J 
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~meritech CalLpadr PIam Ftmide Simple, Rat Ratea 
You’ll know exactly whet alJ of your local and local toll calls wti mat each month. . 

calIPack #ofMortthlycalla Mona Rata’ F&dPerhfbnlt4 
100 100 Call3 SlO OflMinUte 
250 250 c&4 SM Oj!JMilUtl3 
400 400 csh $30 OC!hliKlti 

We Suggest CallPack 100 For You 
Baaed on your recant phone bills, we recommend the 100 pack 85 ti C&‘&k for you. This pack &es 
you all your ~meritaeh local and local toU C&I (up to 100 per month) for one kit monthly Tee ofonly 
S 10. So you cm ralk as long SB you ljke v&out worrying about peying by the minute beutw aU the 
minutes SE Fee! 

Call l-88&222.PACK To Sin-&&Your BU Todayf 
CsJJ and eign up for en Amatitech CeJlPacL today. If you have any pueafioas, LL Cutomer Sewics 
~pressnt&ve will be happy to help you. Or &st complete the t&m b&z and aend it in the 
enveloPa pmtidsb 

LIY es! I want to get more for my mowy and pay by the call. lnsead of by the minute. 
FleaSe enroll me in Ametitech CallPzk #IW _ Cal!Pack xw, _ C&tPack o400 _, Ior 
each of the phone lines listed below. Please rewm ti tono in the enclozd reply en\~ope. 
Or call toll-t?ree lW?-22SPACK . 

e. 
l%TnalyLine 
217- 

v.due to: 

Decatur, ILU521.4879 



Our Best Customers Deserve OC/Nnute. 

I 

_.’ 
Amarikh Calling Am 
poBox260 
Summil IL 60501-0260 

, 



Schedule C 



ZYES! I want to witch my local toll service back to Ameritech. 
%Fi! Enroll me in the Ameritech GallPack I’ve indicated below 

c CallPack 400 -8~ B cal! 
(4W call~mnncb. SSWmomh) --ILII~I 

11 CallPack 230 - RC a -11 swM 
(250 calls/month. SZWmanth) ’ 

[1CallPack 100-ra~rCnIr 
(100 callrhnceth, SlWmontb) 

To enroll. call: 
‘Lb&bee 1-800-992-2296. Or II yoov pmr, mmplplp this form md wrn ;I 
in Ihacnclossdanvulupa.(PbsaaJo~fincludvyourWpa~t] 



, 

*““‘CAR-RT-SORT”C-001 

,_,_,., -.-..--- --- -‘-I 

CallPacks are here! The simple, predictable way to handle all your Ameritech local calls. 
Plus we’ve included a &e& pre-paid calling,card -just for being a valued customer! 
Dear Carol B. Brown: I 
We want to make sure special customers like you don’t miss the news. Ameritech’a is introducing 
Callpacks. an easy new way to handle all your calls in greater Chicagoland (including your 
local toll calls). 

l Call anywhere in greater Chicagoland. 
l Talk as long as you like on each call. 
l Call any day of the week, any time of the day or night. 
l All for one great price. 

CaRPPck # of Mo~~$sCaRs Mont% Rate* 

260 250 calls $20 J 
400 . 400 calls $30 

our life. But Am 

Just call l-S&3-2%PACK today to sign up for CallPack 260. If you have questions about 
which CallPack is best for you, an Ameritech Service Representative will be happy to help you. 
Or just complete the form below and send it along with your next Ameritech bill payment or in 
the envelope provided. That’s all there is to it. 
Call today and begin enjoying simpie, predictable local calling. We Iook forward to hearing 
from you soon. 
Sincerely, 

Vice President, Consumer Services 

P.S. Don’t forget to use your pre-paid calling card It’s our thanka to you for being a truly 
valued customer. 

I 
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.-“-. ,-- .  . . I  -  . . --  _ . _ _  ._-  . . -_  _. . .  --  _ , ._  

h o n e  # : 2 1 7  7 8 4  5 7 7 1  N a m e  : E E L E N  3  D A Y  

Cal lpack  1 0 0  

__ :__  .~ . : 

A m e r i tech 's Ca l lpack  1 0 0  g ives you  a  sim p le pred ic tab le  bi l l  each  m o n th  a n d  
you 'll neve r  have  to  worry  about  w h e n  to  p lace  your  cal l  o r  h o w  l ong  you  
m igh t talk. 

For  just $ 1 0  pe r  m o n th  you  can  m a k e  1 0 0  local  cal ls a n d  each  cal l  over  th a t 
is just 1 0  cen ts. 

C A L L P A C K S  A R E  L INE S P E C IFIC A N D  C A N N O T  B E  C O M B INED W ITH O T H E R  C A L L ING  P L A N S  

F 2 4  . . .Return 



_ _ ,.__ _ ___-.--_..._- .j-. -i 
LNB2459 ST SYSTEM TEST SCPJPT 04/ol/30 12:13 
cele+hone #: 630 671 0664 %me: JOSEPB K GORXAN 
;om T(JJX, CARRIER IS AX3 If NOT A13, winback FIRST...PFlO 

fwYromm ALFUZADT HAS A c!xLLl?ACK 
:Mlfive really appeals more to oul: customers who are looking for a simpler 
,lteMatioe to our basic rate structure of distance, time and length of call. 

ince you already have a CallPack, you've got a pretty predictable bill 
lxeady. But if you feel your calling patterns have changed, I’d be ham 
0 tell you mora about simplif.iv@. 

IF PSLNTS TO BEAR !+fOItE ABOUT SIMPZIIFXVE . . . ..PF13 3 6aec fo @  
IF WWTS PATE COM[PARISON...l?Fll 

PF 2 ... .-Cal 1 Pack 250 PF a ..... ..Cal L Pack 800 
PF 3 ... ..Call Pack 400 PF 5 ..... ..Cal L Pack 100 

* NO!P IXTBRES~ IN CALL PLAW I'd like to tell you about same of the other 
.oducts we have to Offer. Do you have a moment? PF l..UPSEI& 

7 . . . -Close Sale PF 9 . ..QSA PF 12.. .Close Contact/No Sale 



.a3413 ST SISTEM TEST SCSUE’T 
!elophone #: 708 862 8696 Name: ANNADEME 
. M/;+& Cccll Rack- 

Qd/Q1/98 17:12 

:*1x be happy to check th+t for you. Can you hold for a moment? 
CHECK 81 TO Do A COMPARISON 
IF m 'I!0 DO CB E'RCM HOT......PF3 

F sIGNIFIcAWJ! SAVINGS 
'es, with your current usage you'd save approximately 
‘ould you like me to set that up for you? 

with Simplif ive. 

F SIGNIFICANT Il?C-EDEXl?ENSE 
ased on your -rent usage, you wouldn't see a savings. I recommend YOU 3-y 
ith your searvice the way it is now. 

F NARROW BzuaD OF SAVINGS/MCRBSE 
bile there's not a big difference from what you're paying now, many 
ustomers prefer to have a simpler plan like Simplifive. Looking at your 
scent bill, yOuI savings/increase would only be ? 

PF2d TO RETURN TO SCRIPT 



. - ._. . . . 

xB3il4 ST SYSTEM TEST SCRIPT 
!,=lephone It: 630 671 0664 Name : JOSEPH x GomaN 
r (#&+A cc\\Pb.dc 
XJSTOMER EhS A CAtLpAcx 
:*~l be happy to check that for you. Can you hold for 

CBECK BI TO DO A COMI’AIUSON 
IF NEED TO DO CE J?RDM EOT......PF3 

F SIGNIFICXNl! SAVINGS 
ss, with your current usage you'd save approx~~ly 
ould you like me to set that up for you? 

F SIGNIFICiWl' INCREASED EXPENSE 

a moment? 

with Simplifioe. 

ased on your current usage, you wouldn't see a savings. I recommend you stay 
i* your service the way it is now. 

F -OX AHT OF SAVINGS/EXPENSE 
soking at your moat recent bill, the savings/increase would've been 
5 you had Sinqalifive instead of your CallPack. For many customers, ti= 
St enough to warrant a change. If your calling patterns change in the future 
!ease give us a call so we can diScUSS your other options. 

PF24 TO XETOPN TO SCRIPT 



_ _ _-_ _ . . . . ---.__.. .ci. _i 
uB3400 ST SYSTEM TEST SCRIPT 
eslephone #: 630 671 0664 a4/01/98 12:13 

Name : JOSEPH K GORMAN 

~uP?~EtWW7-Ac Q +A 

PFZ.. .Where can I call? -;j see page 4 0 
PF3 . ..Questioniz~ amount oa first bill 98 

PF4 . . .? RATE COMPARISON c 0 

PFS -.-NEEDS cm FROM SOT 

PF7 . ..Questions account vs. line specific D 
0 

PF24.. .XETORN 



. _ _ . _ _-_ -_- -_ _- 

rNEi3410 ST SXSTEM TEST SCRIPT 04/01/98 12:14 
celc,phone 8; 630 671 0664 Name: JOSEPH K GOSWAN 

iad A calls ara within about 8 miles from your home. These are consj.dered 
ncal callr- Band B arc from 8 to 15 miles. And Band C calls are over 15 
~19s but within your MSA. 

F QVeS ODT OF S- -s ~!I’El.N LATA 
~rj.tecb calli.nq plans don't cover any calIs that go out of state; even 
hauqh, at times, they may be within your MSA or LhTA. 

PF24 . . .EuETmw 



. _. - _ - _ - _.e _- 

:NB311& ST SYSTEM TEST SCRIPT 04/01/90 12~14 
:elephoae #: 630 671 0664 Name: JOSEPE K GORMAN 

-allPacks and SimplifFva are billed from the day it's added to your line. 

be monthly rate will be included with the usual monthly service 

barges that are aol~%%l~y billed one month in advance. 

E yowz callpack 01: Simplifive is added in the middle of a billing cycle you 

ill also see a paxtial month billing for your old calling plan and a partial 

,&lx billing for your new calling plan. Both the monthly rate for the phn 

id it's monthly call allowance will be prorated for the partial month. 

PF 1 . . . . . . . . . . . . . . . . ..Continue to Wpaell 

PF 10 . . ..Return to ADL Script 



_ --;-.A-;,L;J T.-A, IL 

!NB9178 ST SYSTEM TBST SCRIPT 04/01/98 
:JO 611 0664 JOSEPH K CXXU4AN 

r 
KMJTBS OF USE SERVICE - EMN 

I (Available in IdSAa 1, 2, 3, 6, 7, 9, L 15) 
--I-m.---M--- ------------------------------------- ----------_-------L------- 
F NEEDS BATE COMPARXSON CBECX BT . . . ORMAXE 2 BD -CK FOR BOT.....PF3 
mL---------- -------------------------------------- -----------^------_------ 
F WOULD SIZE sAv;zH~8 
as, I show that with your current usage, you'll save with Simplifive. 

? NO SnvMoS WZLL BE REALIZED WITS STMPLIFIVE I show that with your current 
Iage there wouldn’t be a savings with Simplifive but it will be siaple~ to 
LOW hpr much you're going to pay for calls. 
,-----"-)-""II-~---~---~~--~---~"~--~-------~~-~---~~"-------~----~--------~ 
Network ACCESS Charge : ilcccas Area 

MSAl 263 261 S9CO8 
USAS 2,3,6,7,9 h 15 9.08 

Usage charges are based on band, length of call and discount period: 
-Band (A-C): A Local 

B 8-15 miles from calling CO 
C Over 15 miles 

1 . . . r4sh 1 Price Per Minute PF 24 . . ..Retu.na to Script 
2 . . .MSA 2, 3, 6, 7, 9 or 15 Price Per Minute 



-_- -.; ii; I ;-=?..i-;,i;- r..i.‘ii 

~%a12 ST SYSTEM TEST SCRIPT 04/01/98 12:15 
relephone I: 630 611 0664 Name: JOSEPB K GORMAH 

I1LL1~01S ONIT 

allpacks work on a per line basis. 

Sisplifivet is per accaunt. It covers alL lines bilLed together. 
:F ClfSm EAB 'TWO OR t4ORE IJN'ES BILLED TOGETHER 
simplifive will work for all your lines. If your additional line has 
another: calling plan, it will be remcved when WC add Simplifive. 

h,LL OTBER STATES 

Cour CallPack Will Cover all lines that are billed together. 

PF24 TO ReruRN TO SCRIPT 



If wants Ameritech as 2-PIC Carriex place an X Bere: 
IF THIS IS YOUR INITIAL SALE, USE X* HERE 

REQUIRED VERBIAGE: 
To protect and confirm your decision to change phone service from one carrier 
to another, the FCC now requires all telecommunications carriers to use a 
verification process. This process is done by a third party verifier. After 
we complete your order, 1'11 connect you with them. MIMIMUM DUE DATE 2 BD 

***** IF WANTS TO FILE SLAMMING COKPLAINT........FlO 

Fl...... .Continue F4.. . . ..Requests PPC 

F12.... .Close No Sale Contact 



ielepnone Numoer: 21'7 784 - 5173 

-untii recently, Amaritech handed your Local Toll calls and another .company 
handled your Long Distances We received &.requast.frXm awthar uarrier 'a&i&g 
thit this change be epa&. It 80unds like you ma~"have heen &itched without' 
your permissions IS there someone else in your home who may have agreed to 
the change? 

IF NO An unauthorized change is illegal. Would you like me to change your 
account back to Ameritech the way it used to be? 

Fl.. .SWZTCE BACK TO AMERITECH 

IF NO, WANTS TO STAY WITH NEW CARRIER 
I'UI sorry to hear that. We'd appreciate having you as our customer. 

F2 .... ..NO T WONBACK, UPSELL SOMETHING ELSE 

F3......Q GA 

F12 ..... CLOSE CONTACT, NOT WONBACX 

F16........FLE TURN 



, Tal?phone #: 2.17 'I84 5711 Name: klkX.EN S OAY 

ILLINOIS 

I don't know what rates you were receiving at the time you were switched 
but ourrantly our basic local toll rates for your band C calls are just 
10 cents a minute. 

Fl.... .upsell 
F7.... .Close Sale 

F4 . . ..Requests PPC 
F12 . ..Close No Sale 



I'll be glad to designate Ameritech as your carrier for your local toll 
calls. me no&. chargs :.+.*. &. ..j.J&s .~iW~~. b 'W&d. -.z ,. ..c "c::i: i'. 

i'i.- ‘-'uLz.T:~'vI.~* 2 .y.... lds'ey i.(.(. y..'. *.s;.i ilz;s++. .r.c:: .. ..~:' 2.2x-1 :: i-L.-: .a 
7.. .__.-.. _. -.-A_.: -' F3;..-. . . . . _ . . . . .QEA 

If wants Ameritech as 2-PIC Carrier place au X Here: 
IF THIS IS YOUR INITIAL SAIJI, USE X* EERX 

REQUIRED VERBIAGE: 
To protect and confinn your decision to chsnge phone service from one carrier 
to another, the FCC now requires all telecoamun ications carriers to use a 
verification proaess. This process is done by a third party verifier. After 
we complete your order, 1'11 connect you with them. MIMIMDM DDX DATE 2 PD 

**V* IF WANTS TO FILE SLAMMING COMPIJUNT........FlO 

Fl..... ..Continue F4 . . . . ..Requests PPC 

F12.... .Close No Sale Contact 
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IGiN- MINUTES OF USE SERVICE 

Volume Discount'Band A 6-B; theti-ij NO-vi+lume.disoounti'-for~8aah~ :- 
: .,; 7. _.. 

Minutes of Use ~JZO charged at-a declining rate. -Usage .is accumulated on a 
per account basis during the -customer's billing period, with the ticlining 
rate charged accordingly. 

Total. Accumulated Usage % Discount 
First $ 2.60 0.00 

$ 2.61 to 5.20 15.00 
$ 5.21 to 10.40 20.00 
$10.41 to 26.00 24.00 
Over $26.01 33.00 

Discount for accumlated usage of $10.41 - $26.00 changed from a 20% discount 
to 24% effective 7/X4/99. 

PF 24..... .Return to Script 


